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NCBD Sponsor Update 
 
2004 Reports Released  
 
NCBD 2004 Sponsor Reports have been 
completed for the Commercial, Medicaid and 
SCHIP populations.   Consistent with previous 
years, each report is available for downloading 
for a 30-day period after release.  The schedule 
for the reports is as follows:    
 

Product Release Date 
Commercial Reports September 15 
Medicaid Reports October 15  
NCBD Chartbook November 15 
SCHIP Reports November 15 
NCBD Research Files December 15 

 
Any questions about the reports should be 
directed to Janice Ricketts at 301-517-4106 or 
by e-mail to NCBD1@westat.com.   
 
Changes for 2005 
 
Sponsors planning for 2005 should note the 
following changes:   
 
• The data submission date will remain July 1 

for all populations – Commercial, Medicaid 
and SCHIP.   

• NCBD is working to implement an 
automated submission process for the 
coming year.  

• Data submission information will be 
available on the Web site in early 2005. 

 
We look forward to your participation in 2005!   
 
 
 
 
 
 

Meeting Reminder:  CAHPS User Group 
Meeting December 2nd–3rd in Baltimore 

 
Just a reminder that the 9th CAHPS User Group 
Meeting will be held December 2-3, 2004 at the 
Waterfront Marriott in Baltimore, Maryland.    
At the meeting you’ll have the chance to learn 
about the following: 
 
• new CAHPS products and resources  
• how to use survey results to improve quality 

of care  
• how to use survey results to educate 

consumers and patients  
• how changes to existing surveys may affect 

your organization.  
 
This meeting is a great opportunity to question 
the CAHPS Consortium and other experts and 
exchange ideas and practical solutions with your 
peers. Check the CAHPS-SUN Web site at 
http://www.cahps-sun.org/Home/Index.asp for 
further information and registration details.   
 
 

2004 NCBD Chartbook Available 
November 15th 

 
The 2004 NCBD Chartbook will be available on 
November 15th.  This year, NCBD produced one 
Chartbook that includes cross-sector 
comparisons of Commercial, Medicaid, SCHIP 
and Medicare Managed Care results for each of 
the composites and rating items as well as the 
question-level results that make up the 
composites.  The report may be downloaded 
from our Web site at 
http://ncbd.cahps.org/Home/chartbook.asp.  We 
welcome comments and feedback on the 
Chartbook for future years.      
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Sponsor Spotlight:  CAHPS Quality 
Improvement Project with the New York 

State Department of Health  
 
In 2004, the New York State Department of 
Health (NYSDOH) contracted with NCBD to 
help motivate and guide the quality 
improvement efforts of Commercial and 
Medicaid managed care plans in New York 
State.  The NYSDOH Office of Managed Care 
has regulatory and oversight authority over 
Commercial and Medicaid plans in the state, and 
additionally has contracting authority with 
Medicaid managed care plans.  The NYSDOH 
sought to use the results of CAHPS surveys of 
both Commercial and Medicaid managed care 
plans to assist plan medical directors and quality 
improvement managers in their efforts to 
improve their CAHPS survey scores. NYSDOH 
engaged NCBD to conduct custom analyses and 
report back to the health plans to aid in this 
process.  The project included two major 
components described below.   
 
CAHPS Focus Chart Analysis 
The analysis used Commercial and Medicaid 
managed care plan data obtained from 
NYSDOH to produce “focus charts” for each 
managed care plan (19 Commercial plans and 28 
Medicaid plans).  The focus charts plot the 
correlation of the plan’s survey results on each 
of the composite measures (e.g., communication, 
access, customer service, etc.) to a global 
measure of enrollee experience (such as overall 
rating of care). The focus charts are intended to 
help guide plan decisions about where to focus 
quality improvement efforts.    
 
Findings from the focus chart analysis included 
the following: 

• In both the Commercial and Medicaid 
sectors, the correlation of composites with 
the overall plan rating varied significantly 
from plan to plan. 

 

• The relative ranking of plan performance on 
the composites also varied significantly 
among plans. 

• The priority areas for improvement 
identified through the focus chart analysis 
were further substantiated by the detailed 
question item results presented in the NCBD 
sponsor reports. 

 
 
Using CAHPS Data for Improvement 
NCBD staff met with the medical directors and 
quality improvement managers from the 
Commercial and Medicaid health plans included 
in the analysis, to present the focus charts and to 
highlight opportunities for improvement.  The 
meeting included case example presentations by 
a New York City health plan (described below) 
and Michigan health plan describing specific 
quality improvement initiatives for improving 
CAHPS scores.  
 

MetroPlus 

MetroPlus, a large health plan serving over 
200,000 Medicaid enrollees in New York City, 
used CAHPS data to identify specific provider 
groups with low performance, and to work with 
one of the provider groups, the Woodhull 
Medical Center in North Brooklyn, to develop 
and fund an action plan for quality 
improvement. The Woodhull CAHPS 
improvement project focused on office staff 
customer service, and worked with the Primary 
Care Development Corporation in New York to 
train Woodhull office staff in specific customer 
service strategies.  Over a period of six months, 
CAHPS scores steadily improved as a 
result of the training and intervention.  The 
methods used successfully in this project will be 
applied in future improvement projects 
undertaken by the Woodhull Medical Center. 
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Resources for CAHPS Improvement 

We remind health plans and medical groups 
seeking help in improving their CAHPS scores 
of the availability of The CAHPS Improvement 
Guide, a resource manual compiled by the 
Harvard Medical School CAHPS with funding 
from the Centers for Medicare and Medicaid 
Services. In addition to explaining how to 
analyze performance with CAHPS data and 
approach the QI process, the guide addresses the 
growing need of health care professionals to 
identify practical strategies for improving 
patients' experiences with care. The description 
of each potential strategy includes:  

• An explanation of the problems that the 
strategy can address,  

• An overview of the purpose of the 
strategy and how it can be implemented, 

• A summary of pros and cons,  

• Supporting evidence of its impact 
(where available), and 

• A list of resources and literature that 
plans and practices can consult for more 
information.  

The 156-page guide can be downloaded as a 
PDF file from the Survey Users Network web 
site at: http://www.cahps-
sun.org/Projects/ResultsForQI.asp 
 

NCBD Web Site 
 
Please visit us at http://ncbd.cahps.org to keep 
abreast of updates and new releases.  
 


